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DETAILED ACTION 
Response to Amendment 

1 . Applicant's amendment filed on June 1 5, 2004 has been entered. Claims 1,11, 
12, 14, 24-26 and 28-33 have been amended. Claims 6, 19 and 27 have been 
cancelled. Claims 34-36 have been added. Claims 1-5, 7-18, 20-36 are still pending in 
this application, with claims 1, 12, 14, 25 and 31-33 being independent. 

Allowable Subject Matter 

2. Claims 31 -33 are allowed. 

Claim Rejections - 35 USC § 103 

3. Claims 1-4, 9-10, 12, 14-17, 22-23 and 25-26 are rejected under 35 U.S.C. 
103(a) as being unpatentable over Shtivelman (US 6,157,655) in view of Duncan et al. 
(US 2002/0141561) and further in view of Barber et al. (US 6088435) . 

As for claim 1 , Shtivelman discloses a method for estimating wait times within a 
hold queue ( See Summary of the Invention. Col. 4. lines 35-36 ) comprising, estimating 
a plurality of call times individually for each of said plurality of calls (as read on "Th, 
average time handling each call" ) within a call center (or communication center 51) 
( See Summary of the Invention. Col. 4. lines 37-48 ): positioning a particular call 
received from a particular caller at said call center within a hold queue (as read on 
"designated call in the call-waiting queue") ( See Summary of the Invention. Col. 4. lines 
36-37 ): and estimating a wait time in said hold queue for said particular call according to 
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said plurality of call times individually estimated for said plurality of calls within said call 
center (as read on N, total calls in queue and Th, average time handling each call) ( See 
Description of the Preferred Embodiments. Col. 10, lines 60-67 and Col. 11. lines 1-20 ). 

It can be seen that Shtivelman's system lacks the limitations specifying "receiving 
a plurality of calls at a call center, wherein each call associated with a call from among 
said plurality of calls is identified by an authenticated caller identifier", "retrieving, for 
each caller according to said authenticated caller identifier, a caller profile from among a 
plurality of caller profiles, wherein each of said plurality of caller profiles indicates a 
previous call center usage history for each said caller", and wherein estimating a 
plurality of call times [...] is "based on said previous call center usage history for each 
user". 

In regards to those limitations, Duncan et al. teaches, "The call evaluation sub- 
module uses algorithms and models provided by a modeling module that analyzes 
inbound call histories to forecast outcomes of pending inbound calls. It utilizes the 
forecasts to compute priority values. For example, in the modeling module, performing 
logistic regression on prior inbound calls using caller and/or call information and prior 
call history as independent (or predictive) variables and a dependent variable of caller 
attrition, provides a model that forecasts pending inbound caller attrition based on the 
caller and/or call information. Alternatively, performing linear regression modeling on 
prior inbound calls, using caller and/or call information as independent (or predictive) 
variables and a dependent variable of connect time, provides a model that forecasts 
the expected agent talk time for each incoming call. [...] Incoming calls accepted by a 
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call receiving device, such as an ACD or VRU, provide calling information, such as 
DNIS information or account information provided by the caller, to allow evaluation 
of the value of the customer, such as an estimation of probable future customer 
behavior. [...] Inbound telephone call receiving device 20 accepts inbound telephone 
calls through interface 22 and obtains caller information associated with the inbound 
calls such as AN I and DNIS information. When receiving device 20 includes a VRU, 
additional caller information, such as account information, is obtained through 
automated interaction with the inbound callers." ( See Para. 0018. 0021. lines 5-10. 
0036. lines 1-4 ). 

Barber et al further teaches "The personal information portion of the subscriber 
record includes information used to identify the subscriber, authenticate the 
subscriber's identity, bill the subscriber for services, and establish calls to the 
subscriber from a requesting subscriber. This information is maintained in secrecy 
within a database in the network. Record 50 includes a subscriber identifier that is 
stored within a subscriber identifier field 52 and uniquely associates a particular record 
with a given subscriber. The subscriber identifier could be any convenient identifier, 
such as a string of alphanumeric characters or the automatic number identifier (ANI) of 
the subscriber's home telephone." ( See Col. 2. line 66 through Col. 3. line 9 ). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made, to modify Shtivelman's system by adding the features of caller 
prior call history retrieval based on ANI, DNIS or account information and use the 
aforementioned caller prior call history to estimate a wait time of a caller (or estimation 
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of probable customer behavior), as taught by Duncan et al.; and thus in this manner 
provide a system that will allow agents to respond to customers that are more sensitive 
to holding time before responding to customers who are less sensitive to holding time. 

As taught by Barber et al., it can be appreciated that AN Is, DNISs, call account 
numbers may be used to authenticate the identity of a caller (i.e. authenticated caller 
identifier ). Further, Examiner points out that system and methods in which AN I strings 
are used to authenticate a caller are well known in the art, for example, a caller trying 
to validate a credit card by means of contacting a call center may be authenticated by 
calling from his or her own phone number and comparing this number with the number 
stored in the caller's profile at the call center. 

As for claim 2, Shtivelman discloses the method as claimed, wherein estimating 
a plurality of call times further comprises, estimating said plurality of calls according to 
an average time per representative (See Summary of the Invention, Col. 4, lines 62-67 
and Col. 5, lines 1-2). 

As for claims 3, Shtivelman discloses the method as claimed wherein said 
average time per representative is further specified according to a subject (or agent 
skill) (See Fig. 3 and Description of the Preferred Embodiments, Col. 10, lines 1-11). 

As for claim 4, Shtivelman discloses the method as claimed for estimating wait 
times within a hold queue, wherein said average time per caller is further specified 
according to an average time of a total call within said call center (See summary of the 
Invention, Col. 4, lines 40-41). 
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As for claims 9-10 and 22-23, it is inherent from Shtivelman that a plurality of 
calls are waiting in said hold queue (as read on N, total calls in queue) and that said 
plurality of calls are assisted by a plurality of representatives (or agents) within said call 
center (or A CD) (See Abstract, lines 1-4 and Description of the Preferred Embodiments, 
Col 11, line 20). 

Claims 12, 14 and 25 are rejected for the same reasons as claim 1 . It is inherent 
from Shtivelman that a recording medium is used for the hold queue process (as read 
on use of Stat-server) (See Description of the Preferred Embodiments, Col. 9, lines 27- 
32). 

Claims 15 and 26 are rejected for the same reasons as claim 2. 
Claim 16 is rejected for the same reasons as claim 3. 
Claim 17 is rejected for the same reasons as claim 4. 

4. Claims 1 1, 13, 24 and 304$ are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Shtivelman (US 6,157,655) in view of Duncan et al. (US 
2002/0141 1561) and in view of Barber et al. (US 6,088,435) as applied to claim 1-4, 9- 
10, 12, 14-17, 22-23 and 25-26 above, and further in view of Eitel et al. (US 5,933,828). 

The combination of Shtivelman, Duncan et al. and Barber et al. teaches the 
system as claimed except for "updating a caller profile server according to a session for 
said particular call according to said authenticated identifier for a said particular caller, 
wherein said caller profile server maintains a plurality of caller profiles stored according 
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to a plurality of caller profiles stored according to a plurality of authenticated identifiers 
for compiling information about sessions at at least one call center". 

As for claim 1 1 , Eitel teaches "Information such as the ANTI number may be 
used by a processor of the ACD switch 22 to search the database 40 of the server 36 to 
identify the caller. Upon identifying the caller, other records of the database 40 may be 
searched to retrieve a customer file. An identifier of the customer file may also be 
placed in the call processing file. [...] While the call is in the queue, the processor of the 
ACD 22 periodically updates a timer measuring the total time that the call has been in 
the queue The total time in the queue is also stored in the database 40 as part of the 
call processing history in the call file." ( See Col. 3. lines 49-65 1 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to modify the combination of Shtivelman, Duncan et al. and Eitel et 
al. by adding the method of updating in a server (or caller profile server) information 
regarding a specific caller and storing total queue of caller in server (or "updating caller 
profile according to a session"); and thus in this manner provide a system capable of 
future call tracking and performance monitoring. 

As for claim 13, Eitel et al. teaches the method wherein a caller profile (or call 
file) is received from at least one profile server (or database 40), wherein said at least 
one profile server is accessible to a call server (See Detailed Description, Col. 3, lines 
61-67 and Col. 4, lines 1-5). Eitel et al. suggests that these can be applied to a plurality 
of caller profiles (as read on "other records of the database 40 may be searched") (See 
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Detailed Description, Col. 3, line 52) and profiles are available to a plurality of call 
centers (or ACDs) (See Detailed Description, Col. 3, lines 19-24). 

Claims 24 and 30 are rejected for the same reasons as claim 1 1 . 



5. Claims 5 and 1 8 rejected under 35 U.S.C. 1 03(a) as being unpatentable over 
Shtivelman (US 6,157,655) in view of Duncan et al. (US 2002/01411561) and in view of 
Barber et al. (US 6,088,435) , as applied to claims 1-4, 9-10, 12, 14-17, 22-23 and 25- 
26; and in view of Katz (US 5,561 ,707). 

The combination of Shtivelman, Duncan et al. and Barber et al. teaches the 
system as claimed, except for activity participated in by a selection of said plurality of 
callers comprises a survey or a competition. 

Katz teaches "In one operating process format, the public might be polled with 
regard to locating the specific purchasers of a defective or dangerous product. 
Alternatively, the public might be polled with objective of locating persons susceptible to 
a specific ailment or disease. Public auctions of unprecedented participation are 
possible. Legal lotteries are enabled that are interesting, effective and very economical 
on an individual participant basis. The system also might be employed in various games 
formats or to automate a promotion or mail-order operation, even to the extent of 
including inventory control as detailed below." ( See Col. 3. lines 35-45 ). 

Katz teaches that it is possible to add activities such as survey (or polls) and 
competitions (or games) to a call center (or ACD), the information generated by the 
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callers can be stored and used later as statistical data. It would have been obvious to 
one of ordinary skill in the art at the time the invention was made to modify the 
combination of Shtivelman, Duncan et al. and Barber et al. as per Katz teachings and 
thus obtain a method for estimating wait times in which statistics obtain from these 
activities can be used to isolate a select group or subset of callers who can be readily 
identified and readily confirmed. 

6. Claims 7-8, 20-21 and 28-29 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Shtivelman (US 6,157,655) in view of Duncan et al. (US 
2002/01411561) and in view of Barber et al. (US 6088435) as applied to claim 1-4, 9- 
10, 12, 14-17, 22-23 and 25-26 above; and further in view of Ginsberg (US 6,064,730). 

The combination of Shtivelman, Duncan et al. and Barber et al. teaches the 
system as claimed, except for publishing said wait time to an interface selected by said 
caller and publishing a plurality of criteria utilized to estimated said plurality of call times. 

As for claims 7-8, Ginsberg teaches "[...] a caller to have his interests better 
served, the present invention enables a user to graphically view a representation of an 
organization so as to learn information, such as, the identity, status, availability, and 
waiting time, regarding a particular agent who is capable of addressing the user's 
concerns. The user can then connect to an appropriate agent. In accordance with the 
principles of the invention, a user first connects to a dynamic graphical display of the 
organization. This display may include, for example, a map of the organizational 
structure, and an indication of each agent and/or agent station, including whether the 
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station is manned and the length of the particular agent's queue. The graphical display 
continuously receives updated information about the organization from one or more 
databases, which may include queue information from the organization's PBX. Upon 
selecting an agent to whom to be connected, a telephone link or other type of 
communication link is opened between the caller and the selected agent. When the 
user places himself on an agent's queue that information is provided to the PBX." (See 
Summary of the Invention, Col. 2, lines 8-26). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to modify the combination of Shtivelman, Duncan et al. and Barber 
et al. by adding an interface selected by said caller for publishing said wait time (as read 
on "a user first connects to a dynamic graphical display') and publishing a plurality of 
criteria utilized to estimated said plurality of call times (as read on "to learn information, 
such as, the identity, status, availability, and waiting time, regarding a particular agent"), 
as taught by Ginsberg; thus in this manner providing the user with wait times 
information regarding a preferred agent or representative and keep the customer 
satisfied. 

Claims 20-21 and 28-29 are rejected for the same reasons as claims 7-8. 

7. Claims 34-36 are rejected under 35 U.S.C. 103(a) as being unpatentable over as 
being unpatentable over Shtivelman (US 6,157,655) in view of Duncan et al. (US 
2002/0141 1561) and in view of Barber et al. (US 6088435) as applied to claims 1-4, 9- 
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10, 12, 14-17, 22-23 and 25-26 above, and further in view of Timmins et al. (US 
2004/0029567). 

It can be seen that the combination of Shtivelman, Duncan et al. and Barber et 
al. lacks the limitation specifying "authenticated caller identifier is voice authenticated". 
The Examiner takes Official Notice that system and methods are well known in the art to 
perform the claimed function. See for example the teachings of Timmins et al. as cited 
below. 

Timmins et al. teaches "...other biometric measure, are instituted to ensure that 
only an authorized user can access select services or groups of services associated, 
e.g., with the user's telephone number... The user may be identified based on his/her 
voice print on file with the information assistance service." (See Paragraph 001 0). 

Response to Arguments 

8. Applicant's arguments with respect to claims 1 -5,7-1 8,20-26,28-30 and 34-36 
have been considered but are moot in view of the new ground(s) of rejection. 

Conclusion 

THIS ACTION IS MADE FINAL. Applicant is reminded of the extension of time 
policy as set forth in 37 CFR 1 .136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
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mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1 .136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the mailing date of this final action. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Marie C. Ubiles whose telephone number is (703) 305- 
0684. The examiner can normally be reached on 8am-5pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad Matar can be reached on (703) 305-4731 . The fax phone number 
for the organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 

Marie C. Ubiles 
August 22, 2004. 
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